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DETAILED ACTION 

1 . This Final Office Action is in response to Applicant's response filed November 7, 
2007. Applicant's amendment amended claims 1-25. Currently Claims 1-25 are 
pending. 

Response to Amendment 

2. Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. 

The 35 U.S.C. 101 rejection of Claims 1-25 is withdrawn in light of the Applicant's 
amendments to Claims 1-25. 

Response to Arguments 

3. Applicant's arguments with respect to claims 1-25 have been considered but are 
moot in view of the new ground(s) of rejection. 
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Claim Rejections - 35 USC § 102 

4. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 1 02 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sale in this country, more than one year prior to the date of application for patent in the United 
States. 

5. Claims 1-25 are rejected under 35 U.S.C. 102(b) as being anticipated by Best 
Practice for Service Support (BPSS, 2000). 

Regarding Claim 1 BPSS teaches a system and method of managing information 
technology (IT) computer support services and processes comprising (Figures 1.1, 1 .3, 
2.1, 5.1, 5.2, 6.1, 6.3, 6.4, 7.7, 7.8, 7.9, 8.1, 9.1, 9.4): 

- defining each of the IT computing services as one or a transaction and a 
change to a computing environment (Section 1 .7, Page 7; Sections 2.2-2.6, Pages 12- 
15; Last Two Paragraphs Page 71; Pages 154, 169, 173, 231-232); 

- defining each of the It computer support services as one of (Section 5.3.5, 
Page 76; Section 6.2, Pages 95-96; Section 8.2, Pages 166-168; Section 8.3.1, Pages 
173-175; Section 8.5.9, Pages 187-188; Section 8.5, Pages 190-191): 

- an information delivery process for delivering computing transactions to end 
users (Pages 71, 95, 231-232); 

- an environment build process for delivering changes to a computer 
environment which delivers computing transactions (change management, configuration 
management, incident management, problem management, release management; 
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Pages 11-12, 16; Section 9.3.8, Page 211; Section 9.5, Page 221; Figures 6.1, 7.8, 
9.1); 

- a process for finding and fixing service and process defects associated with the 
information delivery process (incident management, problem management; Pages 13, 
71, 95, Section 8.5.9, Pages 187-188; Figures 6.1, 6.4, 7.8); or 

- a process for find and fixing service and process defects associated with the 
environment build process (Section 7.9.3, Page 154; Section 9.2, Pages 203-204; 
Figures 7.7, 7.7, 9.1, 9.4); and 

- using the defined processes and defined services to analyze the IT computing 
support services and IT computing support processes (Pages 1 0, 88, 1 06-1 08, 110-111; 
Section 8.3.3, Page 176). 
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Regarding Claims 2 and 19 BPSS teaches a system and method for managing IT 
support services and processes wherein defining a computing support process includes 
defining each lower-level computing support process as a portion of one of the 
information delivery process, the environmental build process, the process for finding 
and fixing defects associated with the information delivery process, or the process of 
finding and fixing defects associated with the environment build process (incident 
management, problem management; Pages 12, 71; Section 7.3.7, Page 124; Figures 
7.1,7.2, 7.3,9.2). 

Regarding Claims 3 and 20 BPSS teaches a system and method for managing IT 
support services and processes wherein defining a computing support service includes 
defining each lower-level computer service as one of a computing transaction and a 
change to a computing environment (Pages 12,71,112; Section 8.5.9, Pages 1 87-1 88; 
Figures 7.1, 7.2, 7.3, 9.2). 

Regarding Claim 4 BPSS teaches a system and method for managing IT support 
services and processes further comprising managing quality of the information delivery 
and environment build processes by performing the processes for finding and fixing 
service and process defects (change management, incident management, problem 
management; Pages 71, 95; Section 8.5.9, Pages 187-188; Section 8.5.11, Pages 190- 
191; Appendix D). 
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Regarding Claims 5-9, 17 and 24 BPSS teaches a system and method for 
managing IT support services and processes wherein the processes for finding and 
fixing service and process defects include correction action, data analysis and 
preventive action for the information delivery and environment build processes (Section 
5.9, Page 88; Section 6.8.2, Pages 110-111; Bullet 1 , Page 1 03; Pages 1 01 -1 04, 1 06- 
108, 111-112, Figures 5.5, 6.3); wherein the correction action includes service 
restoration, defect management (Section 5.6.4, Pages 84-85; Figure 5.5); wherein the 
data analysis includes analyzing data generated by correction and preventive actions 
(Section 9.7.1, Pages 229-230; Section 8.7, Pages 197-199) and wherein the data 
includes quality, cycle time, unit cost, reactive trends and productivity data (Section 
9.7.1, Pages 229-230; Section 8.7, Pages 197-199; Pages 81-84, 101-104, 110-111). 

Regarding Claim 10 BPSS teaches a system and method for managing IT 
support services and processes wherein preventive action includes root cause analysis 
(Section 6.6.3, Page 104; Section 5.6.3, Pages 83-84; Section 6.3.4, Page 98; Pages 
106-108; Figure 6.3). 

Regarding Claims 1 1 and 18 BPSS teaches a system and method for managing 
IT support services and processes wherein managing quality ensures generally 
continuous process improvement (Section 1 .1 .4, Page 2; Pages 71 , 95, 98, 284; 
Appendix D; Figures D.1, D.2). 
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Regarding Claim 12 BPSS teaches a system and method for managing IT 
support services and processes wherein the generally continuous process improvement 
includes (Pages 11-3; Chapters 5 and 7-9; Figures 5.5, 7.9, 9.1): 

- a change management process for change a process (Section 5.3.3, Pages 
76-77; Figure 5.5); and 
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- a process for changing a product (e.g. software, hardware, etc.) including 
advising a supplier of a defective product, receiving an improved (corrected) product 
from the supplier and installing the improved product to the computing environment 
through the environment build process (configuration management, release 
management; Section 8.5.9, Pages 187-188; Figures 6.4, 7.9, 9.1) 



Regarding Claim 13 BPSS teaches a system and method for managing IT 
support services and processes wherein managing quality includes generating a record 
(Pages 67, 92, 101, 182; Section 6.7.3, Page 108; Section 5.6.1, Pages 80-81; Section 
8.5.2, Page 182; Figure 5.5). 
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Regarding Claim 14 BPSS teaches a system and method for managing IT 
support services and processes wherein the process for finding and fixing service and 
process defects includes infrastructure performance management process (Section 
5.6.2, Pages 81-83; Pages 101-104, 105-108). 
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Regarding Claim 15 BPSS teaches a system and method for managing IT 
support services and processes further comprising mapping (associating, linking, 
relating, etc.) components of quality a quality management standard to the defined 
processes (Appendix D; Figures D.1, D.2); and implementing the quality standard with 
reference to the mapped components (Page 112; Figure 9.2; Appendix D). 

Regarding Claim 16, claim 16 recites similar limitations to Claims 1 and 4 and is 
therefore rejected using the same art and rationale as applied in the rejection of Claims 
1 and 4. 

Regarding Claim 21 , claim 21 recites similar limitations to Claims 1-3 and is 
therefore rejected using the same art and rationale as applied in the rejection of Claims 
1-3. 

Regarding Claim 22 BPSS teaches a system and method for managing IT 
support services and processes wherein the information delivery process is generally 
automated and transparent to the end users (Pages 88, 155, 199; Appendix F). 

Regarding Claim 23 BPSS teaches a system and method for managing IT 
support services and processes wherein a change to a computing environment includes 
one or more of a hardware, software, data, user or computing environment change 
(Pages 108, 134, 168-170, 173, 217). 
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Conclusion 

Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 
§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

- Parnell et al., U.S. Patent No. 6,502,009, teach a system and method of 
managing information technology computing support services and processes (e.g. 
service desk). 

- Robison, Using Cost of Quality with Root Cause Analysis and Corrective Action 
Systems (2000), teaches a system and method of managing information technology 
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support services and processes comprising a process for finding and fixing defects 
including correction action, root cause analysis and data analysis. 

- Sirkin et al., Fix the Process, Not the Problem (1990), teaches a method of 
managing IT computing support services and process comprising find and fixing 
process and service defects. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to SCOTT L. JARRETT whose telephone number is 
(571)272-7033. The examiner can normally be reached on Monday-Friday, 8:00AM - 
5:00PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Hafiz Tariq can be reached on (571) 272-6729. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 
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